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Winter Outlook 
• Winter bill projections 

• Helping customers in need 

• Customer service improvements 

• Communications 

• Customer satisfaction 

• Pipeline safety 

• Cyber security 

• Natural gas for transportation 

• Supply outlook – LaTona Prentice, V.P. Regulatory 

Affairs 



Winter 2012 Bill Projections 

  Residential Winter Bill Projection – Marion County 

 (2012/2013 vs. 2011/2012) 

  Nov Dec Jan Feb Mar Total 

This 

Winter 

$78.15 $119.03 $147.96 $119.13 $91.19 $555.46 

Last 

Winter* 

$81.25 $126.50 $154.19 $118.86 $95.27 $576.07 

Usage 

(Therms) 

84 138 175 134 98 629 

*Based on normal temperatures -- Actual 2011/2012 bill amounts and usage 

levels last winter were less 
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Winter Bill Projections 

  Residential Winter Bill Projection – Westfield 

 (2012/2013 vs. 2011/2012) 

  Nov Dec Jan Feb Mar Total 

This 

Winter 

$90.10 $146.79 $146.96 $179.29 $107.87 $667.32 

Last 

Winter* 

$97.19 $150.91 $150.91 $194.11 $112.04 $708.87 

Usage 

(Therms) 

84 138 175 134 98 629 

*Based on normal temperatures -- Actual 2011/2012 bill amounts and usage 

levels last winter were less 
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Helping Customers in Need 

• Assistance needs will be high 

• Minimizing service disruptions 

• Flexible payment arrangements 

• Manageable deposits 

• Outreach to inactive accounts 

 



Core Messages 
Safety and Conservation 

• Be WinterWise 

• Smoke alarm giveaway 

• Colts partnership 
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Customer Service Improvements 
• One Bill, One Payment, One 

Call, One Website 

– Combined billing 

– Combined meter reading 

– Combined Contact Centers 

– Expanded service offerings 

• Web 

• Budget Plan on whole bill 

• Payment allocations 

• Arrangements 
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Customer Satisfaction 
• Call volumes and wait times high 

• Customer satisfaction will 

improve over time 

• Our standards are high 
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Pipeline Safety 

• Pipeline safety review 

• Ensuring system integrity 

– Proper maintenance 

– Monitoring pressure 

– Leak detection 

– Corrosion prevention 

– Public awareness 
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Investments Ensure Safety 
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Declining Leaks & Damage 
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Cyber Security 

• Layered approach using 

numerous protection 

systems 

• Risk-based analysis over 

expanded assets 

• Focus on security of 

SCADA & billing systems 
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Natural Gas for Transportation 
• Enormous market potential 

– $112B for diesel, $500B for gasoline in U.S. 

– 35-45% cheaper than diesel/gasoline -- 

$1.50 plus per gallon payback vs. diesel 

– Domestically abundant, price less volatile, 

reduces dependence on volatile foreign oil 

– Reduces greenhouse gases more than 

20% -- corporate “go green” initiatives 

– Major station infrastructure investments 

occurring 

– Engine/vehicle technology expanding 

– About 10% of Citizens’ fleet are NGVs 
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Indiana Could be CNG/LNG Leader 

• Consistent with “Hoosier 

Homegrown” initiative 
– Significant LNG production, storage and 

natural gas pipeline access in Central 

Indiana relative to other Midwest locations 

– World leading manufacturers of engine 

technology, vehicle producers, and logistic 

companies are local 

– Central location yields a competitive 

advantage due to transportation routes 
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CNG/LNG Benefits for Indiana 

• Drives Indiana job 

growth and tax base 
– Expansion of existing Indiana 

businesses:  Autocar, Cummins, 

Honda, and others  

– Compressed Natural Gas (CNG) 

and Liquefied Natural Gas (LNG) 

fuel production and sales 

– New CNG and LNG fuel station 

development 
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Developing CNG/LNG Market 
• What is needed 

– State wide emphasis and strategy 

– Public awareness and education 

– Possible tax incentives, grants, or private funds for up-front 

vehicle conversion 

– Station development and home fueling incentives 
 

• Possible solutions for discussion 
– Economic development rate 

– Time bound and specific tracker to recover Utility funding of 

conversions and/or needed infrastructure 

– Recovery of operating and advertising expenses in rates  
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LaTona Prentice 
Vice President, Regulatory Affairs 

Citizens Energy Group 
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Securing Supply 

Western U.S. & Canada 

Supply Basins  



Price Volatility Mitigation 
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Price Volatility Mitigation 

Financial 

Hedges 

25% 

Index 

Purchases 

20% 

Storage 

Withdrawals 

55% 

$3.260 

$3.619 
$3.816 
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Fixed Prices Vs. Indices 
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Citizens Gas 
Comparison of CG Physical Hedges to Relevant Indices 
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Index prices as of 10/3/12 
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Price Volatility History 
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Storage is Ready 
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Conclusion – Carey Lykins 
• Maintaining affordable rates in a sluggish 

economy 

• Improving customer satisfaction through 

combined billing 

• Maximizing efficiencies of a combined utility 
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Questions 


